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Appendix |: Policy on 10- and 15-Minute Rule

Sprint understands that a change of CAs can interrupt the natural call flow. Therefore, Sprint strives to
keep the same CA dedicated to each call. Sprint will ensure that the CA remains on the call for at least 10
minutes (or 15 minutes for Speech-to-Speech call). If a change of CA is unavoidable, CAs are trained to
make this transition as smoothly as possible and will inform both parties.

A CA change may occur for the following reasons:

Customer requests change of CA

End user verbal abuse of CA or obscenity towards CA

The call requires a specialist (Speech to Speech, another language)

lllness

Potential conflict of interest (i.e. the CA identifies an end user as a family member or friend)

In instances where it is necessary to change CAs, a second CA will plug in their headset at the position and
watch the call for several minutes in order to assess the “spirit” of the call and make the transition
smoother. After several minutes of observation, the second CA will wait until the voice person stops
speaking and all conversation has been relayed and will then type to the TTY user:

(CA# CONTINUING UR CALL).
The CA will say to the non-TTY user:
“THIS IS CA # CONTINUING YOUR CALL.”

During initial training, trainees are required to practice this procedure. In addition, a training video was
developed that clearly shows the procedure and how to ensure it is as smooth as possible.
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